Getting the most out of Twitter by Potter, Ned
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dǁŝƚƚĞƌ ?ĐŽŵŝƐ ?ĂƚƚŚĞƚŝŵĞŽĨǁƌŝƚŝŶŐ ?ƚŚĞƐĞĐŽŶĚŵŽƐƚƉŽƉƵůĂƌƐŽĐŝĂůŶĞƚǁŽƌŬŝŶƚŚĞǁŽƌůĚ ?/ƚ ?Ɛ
behind Facebook, of course, but in my view there is a stronger overlap with the kinds of people who 
use libraries and the kinds of people who tweet, than with any other social media.  
Why should you be on there? Twitter users are receptive to interacting with Libraries on the 
ƉůĂƚĨŽƌŵ ?dŚĞǇǁĂŶƚƚŽŚĞĂƌĨƌŽŵƵƐ ?ĂŶĚƚŚĞǇǁĂŶƚƵƐƚŽůŝƐƚĞŶƚŽƚŚĞŵ ?&ŽƌŵĞ ?ŝƚ ?ƐƚŚĞĨŝƌƐƚƉůĂĐĞ
to start when building your librarǇ ?ƐƐŽĐŝĂůŵĞĚŝĂƉŽƌƚĨŽůŝŽ ?ŐĞƚdǁŝƚƚĞƌƌŝŐŚƚ ?ĂŶĚƚŚĞƌĞƐƚďĞĐŽŵĞƐ
so much easier. You can boost your reputation, you can reach new audiences, you can engage 
existing customers and you can really show some personality. Twitter is the chance to be open and 
approachable and informal, without losing credibility or authority.  
So how do you get the most out of it? Here are 10 bite-sized tips, divided into two sections. The first 
is Getting Started - what are the foundations of establishing a great Twitter account? Then we move 
onto Going Further. A lot of library Twitter accounts start off full of optimism and freshness, but 
then reach a plateau a half-year or so in, where the followers, the level of engagement, and the 
return on your time investment stops going up. There are ways to get over this hump, some of which 
/ ?ǀĞĚĞƚĂŝůĞĚďĞůŽǁ ?KŶĐĞǇŽƵŐĞƚƉĂƐƚƚŚĞƉůĂƚĞĂƵǇŽƵƌŵŽŵĞŶƚƵŵǁŝůůďĞĐŽŵĞƐĞůĨ-sustaining and 
your network will grow and grow.  
/ĨǇŽƵ ?ƌĞŶŽƚǇĞƚĨĂŵŝůŝĂƌǁŝƚŚdǁŝƚƚĞƌ ?ƚŚĞƌĞ ?ƐĂǁŚŽůĞƐĞƚ ŽĨƚĞƌms and phrases which are associated 
ǁŝƚŚƚŚĞƉůĂƚĨŽƌŵǁŚŝĐŚŵĂǇĐĂƚĐŚǇŽƵŽƵƚ ?/ ?ǀĞŝŶĐůƵĚĞĚĂďƌŝĞĨŐůŽƐƐĂƌǇŽĨƚŚĞŬĞǇƚĞƌŵƐĂƚƚŚĞĞŶĚ
of this case study, so skip to that if you need a primer before reading the advice below.  
Getting Started 
1. ŽŶ ?ƚƚĞůůƉĞŽƉůĞǇŽƵ ?ƌĞƚŚĞƌĞƚŝůůǇŽƵ ?ǀĞĚŽŶĞƐŽŵĞŐƌŽƵŶĚǁŽƌŬ ? 
KŶĐĞǇŽƵ ?ǀĞƐĞƚƵƉǇŽƵƌĂĐĐŽƵŶƚ ?ĚŽŶ ?ƚƐƚĂƌƚĨŽůůŽǁŝŶŐƉĞŽ ůĞĂŶĚƚweeting right away, or 
you may miss out on some important opportunities. Whenever you follow someone on 
Twitter, they get a notification telling them so  ? ĐŚĂŶĐĞƐĂƌĞ ?ǁŚĞŶƚŚĞǇƐĞĞƚŚŝƐ ?ƚŚĞǇ ?ůůĐůŝĐŬ
on your profile and make a 3-second decision on whether to follow you back. This will be 
ďĂƐĞĚŽŶǇŽƵƌƉƌŽĨŝůĞĂŶĚǇŽƵƌůĂƐƚĨĞǁƚǁĞĞƚƐ ?/ĨƚŚĞǇĚŽŶ ?ƚĨŽůůŽǁǇŽƵďĂĐŬŝƚ ?ƐŶŽƚƚŚĞĞŶĚ
of the world, but it greatly reduced the chances of meaningful conversation later down the 
road, so it pays to get the foundations right before you launch. With this in mind: put in a 
ƉƌŽƉĞƌƉŝĐƚƵƌĞ ?dǁŝƚƚĞƌƵƐĞƐŚĂƚĞƚŚĞĚĞĨĂƵůƚ ‘ĞŐŐ ?ĂǀĂƚĂƌ ?ƚŚĞǇ ?ůůĂƐƐƵŵĞǇŽƵ ?ƌĞĂƐƉĂŵ
account if you keep it. Find a picture (of your logo or your library) that works in the very 
small size at whŝĐŚŝƚǁŝůůĂƉƉĞĂƌŝŶƉĞŽƉůĞƐ ?ƚimelines. WƵƚŝŶĂƉƌŽƉĞƌďŝŽ ?ŶĚƚŚĂƚĚŽĞƐŶ ?ƚ
ŵĞĂŶƐŽŵĞƚŚŝŶŐůŝŬĞ ‘dŚĞŽĨĨŝĐŝĂůdǁŝƚƚĞƌĂĐĐŽƵŶƚŽĨ>ŝďƌĂƌǇy ? ? ? anyone reading your bio 
should already know from your name who you are. Use the bio to give them a reason to 
ĨŽůůŽǁǇŽƵ ? ‘dǁĞĞƚŝŶŐĂďŽƵƚĐƵůƚƵƌĞ ?ƚĞĐŚŶŽůŽŐǇ ?ďŽŽŬƐ ?ĂŶĚƵƉĐŽŵŝŶŐĞǀĞŶƚƐĂƚƚŚĞ>ŝďƌĂƌǇ ? ?
Once your avatar and bio are sorted, and ǇŽƵ ?ǀĞƉƵƚŝŶĂůŝŶŬƚŽǇŽƵƌůŝďƌĂƌǇ ?ƐǁĞďƐŝƚĞ ?ǁƌŝƚĞ
a few tweets. It feels silly tweeting before you have an audience, but people need to see 
some kind of representation of your style. Write four or five tweets. THEN, and only then, 
start following peoplĞĂŶĚŽƚŚĞƌǁŝƐĞƚĞůůŝŶŐǇŽƵƌƵƐĞƌƐĂŶĚƉŽƚĞŶƚŝĂůƵƐĞƌƐǇŽƵ ?ƌĞƚŚĞƌĞ ?
 
2. Go for an informal tone.  
Libraries often struggle with this at first, but if you can, try and be colloquial, approachable 
and informal, without being self-consciously whacky or otherwiƐĞůŽƐŝŶŐĐƌĞĚŝďŝůŝƚǇ ?ŽŶ ?ƚďĞ
ĂĨƌĂŝĚƚŽƵƐĞ ‘/ ?ƌĂƚŚĞƌƚŚĂŶ ‘ƚŚĞ>ŝďƌĂƌǇ ?ĞǀĞŶƚŚŽƵŐŚǇŽƵ ?ƌĞƚǁĞĞƚŝŶŐĂƐƚŚĞŽƌŐĂŶŝƐĂƚŝŽŶ ?
Twitter is a conversation, so people expect to be conversing with a person behind the 
account.  
 
 
3. Remember Twitter is a conversation, not a broadcast. 
 /ƌĞĂůůǇĐĂŶ ?ƚĞŵƉŚĂƐŝǌĞƚŚŝƐĞŶŽƵŐŚ ?social media is participatory and interactive, so be 
prepared for a two-way conversation on Twitter. You can tweet announcements, sure, but 
also tweet questions  ? and listen to the answers; listening is so important. In fact, in an ideal 
world, a rule of thumb to aim for is one in four tweets are broadcasts, the other three being 
replies, ReTweets, or links to third-party content which is potentially useful to your followers 
but not necessarily directly related to your Library. 
 
 
Going Further 
 
 
4. Ask questions. 
As a general rule, the more interactive a library Twitter account is, the more popular it will 
become. Responding to questions your users ask you on Twitter as soon as possible is really 
important - but so is starting conversations yourself. Ask your followers for book 
recommendations, or their favourite apps, or their top tips for using the library  ? then 
ReTweet the best answers for everyone to see.   
 
5. Tweet multimedia  
Entirely text-based tweets are fine, but why stop there? Twitter embeds most multimedia in 
your Tweet, meaning that it can be viewed / watched on Twitter itself without your 
followers having to leave the site. Links to YouTube videos, Prezi and Slideshare 
presentations, plus pictures via Twitpic, will magically make the objects appear in your 
tweet.  /ĨǇŽƵ ?ƌĞƚǁĞĞƚŝŶŐĂďŽƵƚƐŽŵĞƚŚŝŶŐŚĂƉƉĞŶŝŶŐŝŶǇŽƵƌůŝďƌĂƌǇ ?ƚĂŬĞĂƉŝĐŽŶǇŽƵƌ
ƉŚŽŶĞĂŶĚƚǁĞĞƚƚŚĂƚƚŽŽ ?/ƚ ?ůůŐĞƚŵƵĐŚŵŽƌĞƚƌĂĐƚŝŽŶƚŚĂƚǁĂǇ ?WŝĐƚƵƌĞƐŽĨĚŝƐƉůĂǇƐ ?ŽĨ
workshops and classes, new decoration  ? ĞǀĞŶƉƌŝŶƚƐĐƌĞĞŶƐŽĨǁĞďƐŝƚĞƐǇŽƵ ?ƌĞůŝŶŬŝŶŐƚŽ ?
 
6. If something is important, tweet it four times  
As you might expect, only a relatively small percentage of your followers are online at any 
one time  ? so you need to tweet important information and links across a period of two days 
and covering different times of day (and schedule a midnight tweet too if you have 
international followers in different time-ǌŽŶĞƐ ? ?/Ĩŝƚ ?ƐĂůŝŶŬƚŽĂďůŽŐƉŽƐƚ ?ƌĂƚŚĞƌƚŚĂŶũƵƐƚ
tweeting the title each time, tweet a key piece of information or quote from the post  ? this 
stops your timeline being filled with duplicate tweets, and hooks people in over time.   
 
7. Get ReTweeted and your network will grow 
When someone ReTweets (RTs) your tweet, it appears in their profile, viewable by all their 
followers. So nothing gets you new followers like tweeting something great and having loads 
of people ReTweet it  ? it exposes your tweet and your Twitter presence to several new 
networks at once, some of whom may well be inspired to check you out and follow you. The 
best way to get RTs is to be useful, to tweet really punchy ƚŝƉƐŽƌĂĚǀŝĐĞŽƌůŝŶŬƐ ?zŽƵ ?ƌĞĂůƐŽ
more likely to be ReTweeted if you show some personality. What else can you do to make it 
more likely? 
 
&ŝƌƐƚůǇ ?ƐŝŵƉůǇĂƐŬŝŶŐƉĞŽƉůĞƚŽZd ?/ĨǇŽƵƐĂǇ ‘WůĞĂƐĞZd ? ?ǇŽƵǁŝůůŐĞƚ ? ?ƚŝŵĞƐƚŚĞŶƵŵďĞƌŽĨ
RTs you would otherwise. If you spell it out  ?  ‘WůĞĂƐĞZĞdǁĞĞƚ ? ?ǇŽƵǁŝůůŐĞƚ ? ?ƚŝŵĞƐĂƐ
many! But you can only use this very sparingly  ? when something is REALLY important or 
Z>>zƵƐĞĨƵů ?/ĨǇŽƵĂďƵƐĞƉĞŽƉůĞ ?ƐŬŝŶĚŶĞƐƐƚŚĞǇ ?ůůƐŽŽŶƐǁŝƚĐŚŽĨĨĂŶĚƐƚŽƉZd ?ŝŶŐ ?
Another thing to keep in mind is, if possible, leave a RT space. By which I mean, if you can 
express yourself in, say, 100 characters rather than the full 140, that allows someone 
wanting to manually ReTweet you some space to add their own comment or endorsement.  
 
8. Analyse your tweets  
There are a million and one packages that promise you some statistical insight into your 
Twitter account  ? the trick is finding the ones whose information you can act on. Stick your 
>ŝďƌĂƌǇ ?ƐdǁŝƚƚĞƌŚĂŶĚůĞŝŶƚŽhttp://www.tweetstats.com/ and check out how many of your 
tweets are replies and ReTweets (RTs)  ? if the combined total is below 25% you need to 
make an active effort to change this; once you do, your network will grow. Tweetstats will 
also tell you when you tweet, which allows you to know (rather than guess) whether your 
followers are getting a consistent level of service across the week. If all your tweets happen 
Ăƚ ?Ăŵ ?ǁŚĞŶ ‘ƚŚĞƉĞƌƐŽŶǁŚŽƚǁĞĞƚƐ ?ŐĞƚƐŝŶƚŽǁŽƌŬĂŶĚƚŚŝŶŬƐ ?Śŵŵ ?ďĞƚƚĞƌĚŽŵǇ
tweeting for the day) then you need to change that. Combine information about when you 
tweet with the information http://www.tweriod.com/ gives you about when your followers 
online, and you can start to really use Twitter in a focused, targeted and successful way. 
 
9. Use Twitter for social monitoring.  
People will be ƚĂůŬŝŶŐĂďŽƵƚǇŽƵƌůŝďƌĂƌǇŽŶdǁŝƚƚĞƌ ?ĂŶĚŝƚ ?ƐĂůǁĂǇƐƵƐĞĨƵůƚŽŬŶŽǁǁŚĂƚ
ƚŚĞǇ ?ƌĞƐĂǇŝŶŐ ?dŚŽƐĞǁŚŽŬŶŽǁǇŽƵ ?ƌĞŽŶƚŚĞŶĞƚǁŽƌŬŵĂǇƐƉĞĂŬĚŝƌĞĐƚůǇƚŽǇŽƵƵƐŝŶŐǇŽƵƌ
 鬀 ŶĂŵĞ ?ďƵƚǇŽƵĐĂŶĂůƐŽƉŝĐŬƵƉŽŶĐŽŶǀĞƌƐĂƚŝŽŶƐǁŚŝĐŚĂƌĞŶ ?ƚĂĚĚƌĞƐƐĞĚƚŽǇŽƵ ?ZƵŶĂ
seaƌĐŚĨŽƌǇŽƵƌ>ŝďƌĂƌǇ ?ƐŶĂŵĞ ?ƉůƵƐĂŶǇƐŚŽƌƚĞŶŝŶŐƐĐŽŵŽŶůǇƵƐĞĚ ?zŽƵĐĂŶƚŚĞŶƐĂǀĞ
those searches and run them each day to pick up relevant tweets. You can also set up a 
ůŽĐĂƚŝŽŶƐĞĂƌĐŚŽŶƚŚĞǁŽƌĚ ‘ůŝďƌĂƌǇ ? ? to pick up any tweets within, say, 1 mile of your 
ůŽĐĂƚŝŽŶ ?ƚŽĐĂƚĐŚƉĞŽƉůĞǁŚŽƐĂǇƚŚŝŶŐƐůŝŬĞ ‘/ ?ŵŝŶƚŚĞ>ŝďƌĂƌǇ ?ĐĂŶ ?ƚĨŝŶĚƚŚĞũŽƵƌŶĂůƐ ? ?ĂŶĚ
reply with help and guidance. /ŶǀĞƐƚŝŐĂƚĞdǁŝƚƚĞƌ ?ƐĚǀĂŶĐĞĚ^ĞĂƌĐŚĨƵŶĐƚŝŽŶĂůŝƚǇĨŽƌŵŽƌĞ
options.  
 
10. Put your Twitter handle EVERYWHERE  
ůƚŚŽƵŐŚƵƐŝŶŐdǁŝƚƚĞƌŝƐŝŶŝƚƐĞůĨŵĂƌŬĞƚŝŶŐ ?ǇŽƵƐƚŝůůŶĞĞĚƚŽŵĂƌŬĞƚƚŚĞŵĂƌŬĞƚŝŶŐ ?People 
ŶĞĞĚƚŽŬŶŽǁǇŽƵ ?ƌĞŽŶƚŚĞƉůĂƚĨŽƌŵĂƚĂůů ?ƐŽƚĞůůƚŚĞŵ ? put your username on slidedecks 
ĂŶĚůĞĂĨůĞƚƐĂŶĚŚĂŶĚŽƵƚƐ ?ƉƵƚŝƚŽŶƉĞŽƉůĞ ?ƐďƵƐŝŶĞƐƐĐĂƌĚƐ ?ĞŵďĞĚǇŽur tweet-stream on 
your Library homepage, have a live tweet-stream on your digital display screens for a day. 
zŽƵ ?ƌĞƉƵƚƚŝŶŐƚŚĞĞĨĨŽƌƚŝŶƚŽďĞƚŚĞƌĞ ?ƐŽƐŚŽƵƚůŽƵĚůǇĂďŽƵƚǇŽƵƌĂĐƚŝǀŝƚǇ ? 
 
 
ŶũŽǇǇŽƵƌdǁŝƚƚĞƌĂĐƚŝǀŝƚǇ ?ŚĂǀĞĨƵŶǁŝƚŚŝƚ ?ŽŶ ?ƚŐĞƚƚŽŽĐĂƵght up in the numbers  ? ŝƚ ?ƐŶŽƚĂďŽƵƚ
ŚŽǁŵĂŶǇĨŽůůŽǁĞƌƐǇŽƵŚĂǀĞ ?ĂůƚŚŽƵŐŚŵŽƌĞŝƐďĞƚƚĞƌ ?ŐĞŶ ƌĂůůǇ ? ?ŝƚ ?ƐĂďŽƵƚŚĂǀŝŶŐƐŽŵĞŬŝŶĚŽĨ
impact using social media. A Library Twitter account with 5,000 followers who are completely 
passive is worth much less than one with 1,000 followers whose behaviour has been changed by the 
Twitter account  ? people who use the Library more often, more effectively, or who praise it to their 
networks and RT your tweets. Above all Twitter is about engagement. 
 
Good luck!  
 
A brief glossary: 
Username: This is what you are called on Twitter, and all usernames are prefixed by @ - ŝƚ ?Ɛ
best to keep yours relatively short. 
Profile: Your Twitter profile is what other people see when they click on your username  ? it 
consists of your username, your actual name, a profile picture, a background picture a short 
ďŝŽ ? ? ? ?ĐŚĂƌĂĐƚĞƌƐ ?ĂŶĚĂůŝŶŬƚŽĂǁĞďƐŝƚĞŽĨǇŽƵƌĐŚŽŽƐŝŶŐ ?ŝƚ ?ƐŝŵƉŽƌƚĂŶƚƚŽŵĂŬĞƚŚĞ
most of all these.  
Tweet: The tweet is the public message itself, displayed online. It is ĂůƐŽƚŚĞǀĞƌď ?/ ?ŵŐŽŝŶŐ
to tweet about this; I tweeted about that). A tweet is viewable by anyone who clicks on your 
profile, although in practice it will only be seen by those who follow you. You will also hear 
ƚŚĞƚĞƌŵ ‘dǁĞĞƚĞƌ ?ƚŽƌĞĨĞƌƚŽƉĞŽƉůĞǁŚŽƚweet.  
Timeline: Your timeline is what you see when you log into Twitter  ? ďǇĚĞĨĂƵůƚǇŽƵ ?ůůďĞŽŶ
the Home screen, which consists of your own tweets, tweets from people you follow, and 
ReTweets. The @Connect screen shows you tweets directed specifically at you, the tweets 
of yours which are ReTweeted or Favourited, plus information about when new people 
follow you. The #Discover screen is an attempt to expose you to other Twitter activity based 
on your interests  ? in practice this will be the screen you use the least, if at all. 
Reply / @ / Mentions: Users can Tweet directly at another user to converse and ensure 
ƚŚĞŝƌƌĞƉůŝĞƐĂƉƉĞĂƌŝŶƚŚĞŽƚŚĞƌƵƐĞƌƐ ?ƚŝŵĞůŝŶĞ ?ƐůŽŶŐĂƐĂdǁĞĞƚŚĂƐƐŽŵĞŽŶĞ ?Ɛ
@username in, they should see it. 
RT (or ReTweet): To ReTweet someone is essentially to quote them  ? clicking the ReTweet 
ďƵƚƚŽŶǁŝůůĐĂƵƐĞƚŚĞŝƌdǁĞĞƚƚŽĂƉƉĞĂƌŝŶǇŽƵƌƚŝŵĞůŝŶĞ ?ƐŽǇŽƵ ?ůůďĞƐŚĂƌŝŶŐŝƚǁŝƚŚĂůůǇŽƵƌ
ĨŽůůŽǁĞƌƐ ?zŽƵĐĂŶĂůƐŽ ‘ŵĂŶƵĂůůǇ ?ZĞdǁĞĞƚďǇƚǇƉŝŶŐ ‘Zd ? ?ƚŚĞŶƚŚĞŽƌŝŐŝŶĂůdǁĞĞƚĞƌ ?ƐŶĂŵĞ ?
then their Tweet. This allows you to add your own comment in at the start, prior to the 
ReTweeted text. 
Follow / Unfollow: This is the basis of the Twitter network. If you Follow someone you see 
their Tweets (and those they ReTweet, see below) in your timeline; if they follow you, they 
ƐĞĞǇŽƵƌdǁĞĞƚƐ ?/ƚ ?ƐĂŐŽŽĚŝĚĞĂƚŽ&ŽůůŽǁƉůĞŶƚǇŽĨƌĞůĞǀĂŶƚƉĞŽƉůĞƐŽǇŽƵŚĂǀĞĂƐƚĞĂĚǇ
ƐƚƌĞĂŵŽĨŝŶĨŽƌŵĂƚŝŽŶĂŶĚĐŽŶƚĞŶƚ ?ďƵƚŝƚ ?ƐĂůƐŽŽŬĂǇƚŽ ‘ƉƌƵŶĞ ?ĂŶĚƵŶĨŽůůŽǁƉeople or 
organisations over time if they cease to be relevant  ? following too many people can make 
Twitter less useful to you.  
MT (or Modified Tweet): ƐĂďŽǀĞ ?ďƵƚǇŽƵ ?ƌĞĞĚŝƚŝŶŐƚŚĞdǁĞĞƚƐŽŝƚŝƐŶŽůŶŐĞƌĂ
verbatim quote. This is generally done to shorten the Tweet to allow you more room for 
your own comment  ? if you edit the Tweet at all from the original source, you should use 
MT rather than RT.  
DM (or Direct Message): A Direct Message is a private message sent between users; it does 
not appear on ƚŚĞŶĞƚǁŽƌŬ ?/ƚ ?ƐŝŵƉŽƌƚĂŶƚƚŽŶŽƚĞƚŚĂƚŽŶůǇƉĞŽƉůĞǇŽƵĨŽůůŽǁĐĂŶDǇŽƵ
 ?ĂŶĚǇŽƵĐĂŶŽŶůǇDƉĞŽƉůĞǁŚŽĨŽůůŽǁǇŽƵ ? ?dŚĞƌĞĨŽƌĞƚǁĞĞƚƐůŝŬĞ ‘EĞǁinternship 
available at the Library  ? DM us ĨŽƌĚĞƚĂŝůƐ ?ĂƌĞďĂĚŝĚĞĂ ?ďĞĐĂƵƐĞŶŽƚĞǀĞƌǇŽŶĞƌĞĂĚŝŶŐƚŚĞ
Tweet will actually be able to message you. 
Favourite: Any Tweet can be Favourited by clicking the little star below it  ? this means it is 
in effect filed for later use, via your Favourites screen. This is useful for keeping track of 
useful tweets or links, flagging something to respond to later when you have more time, or 
collating responses to a particular Tweet. It is also useful to see which of your own Tweets 
are favourited, as the fact that a fellow Twitter user has taken an action based on your 
output is indicative of some kind of impact.  
 
 
Ned Potter is an Academic Liaison Librarian at the University of York in the UK. His book The 
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